
Results are based on a telephone survey of Aetna Pharmacy members conducted from conducted from April through June and 

October through November 2011 by DSS Research, a third-party market research vendor.

I. Loyalty Measures 2011 Results
a. Overall Satisfaction 90%

b. Likelihood to Recommend 82%

c. Likelihood to Renew 91%

II. Coverage
a. Overall satisfaction with coverage and benefits 92%

b. Satisfaction with out-of-pocket prescription costs 85%

III. Value
a. Overall satisfaction with the value of the prescription drug plan 91%

b. Provides value for the money 83%

c. Covers everything you expect with no surprises 83%

d. Good value - Coverage of medication 91%

e. Good value - Access to the best prescription drugs 91%

f. Good value - Customer service experience 90%

VI. Image
a. Is an easy, hassle-free company to deal with 90%
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